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SYSTEMIS AND METHODS FOR PROVIDING 
ANSWERING SERVICES 

RELATED APPLICATIONS 

This application was filed under 35 U.S.C. S371 as a 
National Stage application of PCT International Application 
Serial No. PCT/US2007/015652, filed Jul. 9, 2007. PCT 
International Application Serial No. PCT/US2007/015652 
claims priority to and is a continuation-in-part of U.S. patent 
application Ser. No. 1 1/652,319, filed Jan. 11, 2007, which is 
a continuation-in-part of PCT International Application 
Serial No. PCT/US2006/026790, filed Jul. 10, 2006, each of 
which is incorporated herein by reference in its entirety. 

FIELD OF INVENTION 

The present invention relates to telecommunications sys 
tems, and more specifically to methods and systems for man 
aging, routing, and responding to telecommunications data 
for multiple users. 

BACKGROUND OF THE INVENTION 

The continuous and explosive development of new com 
puter and telecommunications technologies is very well 
known. For example, people use computers, telephones, and 
cellular phones daily in their work and/or daily life. As these 
technologies evolve, they begin to take on characteristics of 
one another. For example, the telephone is no longer, as in 
Meucci's time, a system that carries a voice from one end of 
the wire to another. Instead, it has become a multi-faceted 
apparatus capable of managing data as well as voice trans 
missions. As a result, telephones are now capable of connect 
ing to the Internet, downloading e-mail, accessing chat rooms 
and so on. Some of the services that allow telephone users to 
better organize their work include call waiting, call transfer, 
call diversion, call forwarding, and call conferencing. 

FIG. 1 is a block diagram of a prior art call-diversion 
telephone system (TS) 100. TS 100 typically includes one or 
more users 114 that communicate to a telephone company, 
though a fixed or portable telephone, an instruction to divert 
any incoming call from a caller 112 to a secondary number 
118. 

For example, during call diversion, the telephone company 
diverts incoming calls to user 114 to secondary telephone 
number 118. Accordingly, during call diversion, calls placed 
by incoming caller 112 to user 114 will be directly connected 
to derivative telephone 118, since the telephone company will 
have by-passed user 114. 

The by-passing of user 114 by the telephone company 
makes it difficult to provide on-line answering services. That 
is, by completely by-passinq user 114, the person answering 
derivative telephone number 118 may not have adequate 
information to properly respond to caller 112. 

Accordingly, more advanced answering services are avail 
able in the prior art. FIG. 2 further illustrates the answering 
services available with prior art systems. For example, 
advanced telephone system (ATS) 200, provides a user 214 
with the ability to request a telephone answering service from 
a provider 216. User 214 then proceeds to register for the 
service with 216 by means of creating an account. 

During registration, user 214 is assigned one or more 
exclusive telephone numbers to which each user may transfer 
their incoming calls. Each user must be assigned an exclusive 
telephone number to which their calls will be forwarded. 
However, it is difficult for provider 216 and/or user 214 to 
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2 
predict the total number of telephone numbers needed. More 
over, as provider 216 provides services to more and more 
users 214, provider 216 will need even more telephone num 
bers to accommodate them. Currently many providers 216 
request more telephone numbers than initially needed in 
order to provide for additional users 214. That is, a provider 
216 may request 999 phone numbers, while provider 216 only 
has four hundred users 214. Moreover, upon customer turn 
over, provider 216 often cannot reassign the previous custom 
er's numbers because of the confusion and problems caused 
by Such reassignment. In addition, providers 216 often do not 
have adequate information about users 214 or the incoming 
callers when answering calls on behalf of users 214. Accord 
ingly, there is a need for a service that provides on-line 
answering services that does not necessarily require a unique 
telephone number to which each user 214 must forward their 
calls. In addition, there is a need for a service that provides 
on-line, live, and/or voice messaging answering services that 
are uniquely responsive to the identity of each user 214 and 
the information provided by them. 

SUMMARY OF THE INVENTION 

Accordingly, the present invention includes a method and 
system for the management and routing of telecommunica 
tions information on data and telephone lines. In one exem 
plary embodiment in accordance with the present invention, a 
flexible system whereby business information is correlated to 
a user's telephone number is provided. In another exemplary 
embodiment, the present invention provides an on-line 
answering service in which the identification information of a 
caller, the user, and the Sub-user can be maintained during call 
forwarding and/or diversion Such that it is not necessary to 
provide an exclusive telephone number for each user and 
Sub-user. In another exemplary embodiment, the telephone 
number of the user called can be detected by the answering 
service, which can be used to access the business information 
of the user and respond to the call accordingly. In addition, in 
another exemplary embodiment, the present invention pro 
vides answering services access to information about the 
called party as well as the calling party in order to facilitate the 
answering services responses on behalf of their users. 

BRIEF DESCRIPTION OF THE DRAWINGS 

The subject matter of the invention is particularly pointed 
out in the concluding portion of the specification. The inven 
tion, however, both as to organization and method of opera 
tion, can best be understood by reference to the following 
description taken in conjunction with the accompanying 
drawing figures, in which like parts can be referred to by like 
numerals: 

FIG. 1 illustrates a call-diversion telephone system in 
accordance with the prior art; 

FIG. 2 illustrates an advanced telephone system in accor 
dance with the prior art; 

FIG. 3 illustrates a block diagram of an exemplary tele 
phone answering service in accordance with an exemplary 
embodiment of the present invention; 

FIG. 4 illustrates an exemplary registration procedure in 
accordance with an exemplary embodiment of the present 
invention; 

FIG. 5 illustrates an exemplary answering service method 
in accordance with an exemplary embodiment of the present 
invention; 
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FIG. 6 illustrates a block diagram of an exemplary call 
routing system in accordance with an exemplary embodiment 
of the present invention; 

FIG. 7 illustrates an exemplary sub-user registration 
method in accordance with an exemplary embodiment of the 
present invention; and 

FIG. 8 illustrates an exemplary system for providing ser 
vices in accordance with an exemplary embodiment of the 
present invention. 

Skilled artisans will appreciate that elements in the figures 
are illustrated for simplicity and clarity and have not neces 
sarily been drawn to scale. For example, the dimensions of 
Some of the elements in the figures can be exaggerated rela 
tive to other elements to help to improve understanding of 
embodiments of the present invention. 

DETAILED DESCRIPTION 

The detailed description of exemplary embodiments of the 
invention herein makes reference to the accompanying draw 
ings, which show the exemplary embodiment by way of illus 
tration and its best mode. While these exemplary embodi 
ments are described in sufficient detail to enable those skilled 
in the art to practice the invention, it should be understood that 
other embodiments can be realized and that logical and 
mechanical changes can be made without departing from the 
spirit and scope of the invention. Thus, the detailed descrip 
tion herein is presented for purposes of illustration only and 
not of limitation. For example, the steps recited in any of the 
method descriptions can be executed in any order and are not 
limited to the order presented. 

For the sake of brevity, conventional data networking, 
application development and other functional aspects of the 
systems (and components of the individual operating compo 
nents of the systems) cannot be described in detail herein. 
Furthermore, the connecting lines shown in the various fig 
ures contained herein are intended to represent exemplary 
functional relationships and/or physical couplings between 
the various elements. It should be noted that many alternative 
and/or additional functional relationships and/or physical 
connections can be present in a practical system. 
The various system computing components discussed 

herein can include one and/or more of the following: a host 
server and/or other computing systems including a processor 
for processing digital data; a memory coupled to said proces 
sor for storing digital data; an input digitizer coupled to the 
processor for inputting digital data; an application program 
stored in said memory and accessible by said processor for 
directing processing of digital data by said processor; a dis 
play device coupled to the processor and memory for display 
ing information derived from digital data processed by said 
processor, and a plurality of databases. As those skilled in the 
art will appreciate, the computing systems can include an 
operating system (e.g., MVS, Windows NT, 95/98/2000/XP/ 
Vista, OS2, UNIX, MVS, TPF, Linux, Solaris, MacOS, AIX, 
etc.) as well as various conventional Support Software and 
drivers typically associated with computers. 
The present invention can be described herein in terms of 

functional block components, Screen shots, optional selec 
tions and various processing steps. It should be appreciated 
that such functional blocks can be realized by any number of 
hardware and/or software components configured to perform 
the specified functions. For example, the present invention 
can employ various integrated circuit components (e.g., 
memory elements, processing elements, logic elements, 
look-up tables, and the like), which can carry out a variety of 
functions under the control of one and/or more microproces 
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4 
sors and/or other control devices. Similarly, the software ele 
ments of the present invention can be implemented with any 
programming and/or Scripting language Such as C, C++, Java, 
COBOL, assembler, PERL, Visual Basic, SQL Stored Proce 
dures, extensible markup language (XML), with the various 
algorithms being implemented with any combination of data 
structures, objects, processes, routines and/or other program 
ming elements. Further, it should be noted that the present 
invention can employ any number of conventional techniques 
for data transmission, signaling, data processing, network 
control, and the like. 
As will be appreciated by one of ordinary skill in the art, the 

present invention can be embodied as a method, a data pro 
cessing system, a device for data processing, and/or a com 
puter program product. Accordingly, the present invention 
can take the form of an entirely software embodiment, an 
entirely hardware embodiment, and/or an embodiment com 
bining aspects of both software and hardware. Furthermore, 
the present invention can take the form of a computer program 
product on a computer-readable storage medium having com 
puter-readable program code means embodied in the storage 
medium. Any Suitable computer-readable storage medium 
can be utilized, including hard disks, CD-ROM, optical stor 
age devices, magnetic storage devices, and/or the like. 
The present invention is described herein with reference to 

block diagrams and flowchart illustrations of methods, appa 
ratus (e.g., systems), and computer program products accord 
ing to various aspects of the invention. It will be understood 
that each functional block of the block diagrams and the 
flowchart illustrations, and combinations of functional blocks 
in the block diagrams and flowchart illustrations, respec 
tively, can be implemented by computer program instruc 
tions. These computer program instructions can be loaded 
onto a general purpose computer, special purpose computer, 
and/or other programmable data processing apparatus to pro 
duce a machine. Such that the instructions that execute on the 
computer and/or other programmable data processing appa 
ratus create means for implementing the functions specified 
in the flowchart block and/or blocks. 

These computer program instructions can also be stored in 
a computer-readable memory that can direct a computer and/ 
or other programmable data processing apparatus to function 
in a particular manner, Such that the instructions stored in the 
computer-readable memory produce an article of manufac 
ture including instruction means which implement the func 
tion specified in the flowchart block and/or blocks. The com 
puter program instructions can also be loaded onto a 
computer and/or other programmable data processing appa 
ratus to cause a series of operational steps to be performed on 
the computer and/or other programmable apparatus to pro 
duce a computer-implemented process such that the instruc 
tions which execute on the computer and/or other program 
mable apparatus provide steps for implementing the 
functions specified in the flowchart block and/or blocks. 

Accordingly, functional blocks of the block diagrams and 
flowchart illustrations Support combinations of means for 
performing the specified functions, combinations of steps for 
performing the specified functions, and program instruction 
means for performing the specified functions. It will also be 
understood that each functional block of the block diagrams 
and flowchart illustrations, and combinations of functional 
blocks in the block diagrams and flowchart illustrations, can 
be implemented by either special purpose hardware-based 
computer systems which perform the specified functions and/ 
or steps, and/or suitable combinations of special purpose 
hardware and computer instructions. 
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As used herein, the term network can include any elec 
tronic communications means which incorporates both hard 
ware and Software components of Such. Communication 
among the components and/or parties in accordance with the 
present invention can be accomplished through any Suitable 
communication channels, such as, for example, a telephone 
network, an extranet, an intranet, Internet, point-of-interac 
tion device (point-of-sale device, personal digital assistant, 
cellular phone, kiosk, Automatic Teller Machine (ATM), 
etc.), online communications, off-line communications, 
wireless communications, transponder communications, 
local area network (LAN), wide area network (WAN), net 
worked and/or linked devices and/or the like. With respect to 
telephone networks, communication among the components 
and/or parties in accordance with the present invention can be 
accomplished through any type of telephone network, includ 
ing, but not limited to, PSTN, ISDN, GSM, UMTS, GPRS, 
VOIP, and/or any video telephone networks or the like. More 
over, the invention can be implemented using communica 
tions protocols, IPX, Appletalk, IP-6, NetBIOS, OSI, TCP/IP. 
ATM, SS7, DSS1, SIP, H323 and/or any number of existing 
and/or future protocols. If the network is in the nature of a 
public network, Such as the Internet, it can be advantageous to 
presume the network to be insecure and open to eavesdrop 
pers. Specific information related to the protocols, standards, 
and application Software utilized in connection with the Inter 
net is generally known to those skilled in the art and, as such, 
need not be detailed herein. 

FIG. 3 illustrates a block diagram of an exemplary tele 
phone answering service (TAS) 300 in accordance with an 
exemplary embodiment of the present invention. TAS 300 
comprises an answering service provider (ASP) 316 config 
ured for facilitating answering services for one or more users 
314. ASP316 is configured to communicate with one or more 
controllers 308, described in detail herein. ASP316 can com 
municate with controller 308 via a network, a telephone line, 
a fiber optics line, radio-frequency, blue tooth, and the like. 
Controller 308 facilitates communication between one or 
more callers 312 and users 314. In the case of telephony, it is 
understood by those skilled in the art that controller 308 can 
include, but is not limited to, the hardware and software 
associated with telecommunications and internet Switches 
and routers, such as those from Cisco, Nortel, Lucent, 
Siemens, and the like. 
As used herein, the phrase “answering services' includes 

management of telephone data and information, including, 
but not limited to call waiting, call transferring, call diversion, 
call forwarding, three-way calling, multi-party conferencing, 
and the like. For example, in one exemplary embodiment in 
accordance with the present invention, ASP 316 is configured 
to store information about user 314 and information for user 
314 on one or more ASP 316 databases. 

User 314 can be any type of user, Such as, for example, a 
private user, a mail-order business, a customer service center, 
a user of a toll-free number, a user of an informational line, a 
business, a government entity, and the like. In addition, user 
314 can comprise one or more telephonic device, such as, for 
example, a cellular phone, a standard telephone, a Switch 
board, a computer and the like. User 314 can gain access to 
ASP 316 by registering with ASP 316. By registering, user 
314 of TAS300 contacts ASP316 and provides ASP316 with 
business information. User 314 can also compromise mul 
tiple Sub-users, such as, for example, individual employees of 
the user 314. 
ASP 316 can include one or more computers or computing 

systems, a local database, a remote database, a portable stor 
age device, an employer, a financial institution, a non-finan 
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6 
cial institution, a company, the military, the government, a 
School, a travel entity, a transportation authority, a security 
company, and/or any other system or entity that is authorized 
to receive and store user identifying information and associ 
ate the identifying information with user314. While ASP316 
is described herein as providing answering services for user 
314, ASP316 can be configured to provide any type of service 
to user 314. Such as, for example, call forwarding, ticketing 
services, booking services, and the like. 
The telephone lines described herein can include any type 

of telephony or data communications lines, for example, 
Voice telephone lines, data lines, Internet networks, radio 
frequency channels and/or the like. The telephone numbers 
described herein can include any type of telephone number or 
identification code, including an IP address, standard tele 
phone number, cellular telephone number, voice-over IP 
(VOIP) numbers and/or the like. 

FIG. 4 illustrates an exemplary registration procedure 400 
in accordance with an exemplary embodiment of the present 
invention. During registration, user 314 can contact ASP 316 
(step 401) to submit business information to ASP 316 (step 
403). User 314 can contact ASP 316 and submit business 
information in person, through a computer and/or Internet, 
through software and/or hardware, through a third-party, 
through a kiosk and/or registration terminal, and/or by any 
other direct or indirect means, communication device or 
interface for user 314 to contact ASP 316. 
As used herein, business information can include informa 

tion regarding the business and/or services of user 314. Such 
as, for example, telephone numbers, business hours, account 
ing procedures, internal business information, general busi 
ness information such as maps, hotels, ticketing, booking 
and/or reservation information, the number of sub-users, and/ 
or sub-user information of user 314 and/or any other type of 
business information. For example, business information 
may also include the manner in which user 314 would like its 
phone calls answered at particular times and days, the type of 
music, recorded information, or radio the user314 would like 
to be played while a caller is on hold: lists of callers (and/or 
phone numbers of callers) to which ASP 316 should always 
attempt to directly connect user314, never attempt to directly 
connect user 314, or attempt to directly connect user 314 
during regular business hours; the information which user 
314 would like to be included in messages taken from callers 
who are not connected to user314; the manner by which user 
314 would like to be notified of messages (such as, for 
example, telephone, pager, facsimile, SMS, MMS, voice 
mail, text message, email, internet website posting, etc.); 
information which user 314 would ordinarily provide to cer 
tain types of callers (such as, for example, locations, business 
hours, account information, service availability, etc.); the 
manner in which user 314 expects to be billed for answering 
services (such as, for example, invoice, credit card, automatic 
account debit, wire transfer, etc.); and when and under what 
conditions (such as, for example, the identity of the caller) 
user 314 would like its calls forwarded or diverted to ASP 
316. User 314 can review and/or modify the business infor 
mation submitted to ASP316 at any time. For example, in one 
embodiment, the business information of user 314 is submit 
ted and available through a computer and/or Internet 
webpage. Such that user314 can directly trigger or turn on the 
service, review and/or modify the business information in real 
time and in a convenient manner. The manner in which user 
314 would like its phone call to be answered may include a 
script for the operator of the ASP 316, music or other infor 
mation to be played at the beginning of the call, or any other 
response to be directed by the ASP 316 to the caller. 



US 8,718,257 B2 
7 

Upon receiving the business information, ASP 316 and/or 
user 314 can correlate and/or register the business informa 
tion and one or more user identification codes (step 405), such 
as, for example the telephone number and/or IP address that a 
telecommunications entity (i.e. AT&T, Verizon, etc.) has 
assigned to user 314 to create a data packet (step 407). For 
example, the identification code can be any number or code 
(i.e. a serial number, alphanumeric number, or other type of 
code), such as the telephone number of user 314, that is 
unique to each user 314 of TAS300. 

While FIG. 4 is described with respect to correlating the 
business information with one or more user identification 
codes generally, ASP 316 and/or user 314 can correlate the 
business information and/or identification code with the tele 
phone number of user 314. As used herein, a data packet may 
include the information relating to at least one type of user 
information, business information, and/or any other informa 
tion. After correlating the identification code with the data 
packet, ASP 316 can store the data packet in a database, 
digital format and/or any storage medium known in the art 
(step 409). 

For example, ASP 316 is configured with one or more 
local, remote or other databases used for data packet storage 
and retrieval. The ASP databases can be a graphical, hierar 
chical, relational, object-oriented or other database. The data 
bases are configured such that each data packet and can be 
suitably retrieved from the databases and provided to ASP 
316 and/or user314 using the identification code of user 314. 

With reference to another exemplary embodiment in accor 
dance with the present invention, FIG. 5 illustrates an exem 
plary answering service method (ASM) 500, in which ASP 
316 utilizes the identification code of user 314 to provide 
answering services. During ASM 500, user 314 receives one 
or more calls from caller 312 (step 502). User 314 can then 
provide a response to caller 312 (step 504). By providing a 
response to caller 312, user 314 can answer the call, provide 
a specific ring-back response, and/or any other type of 
response known in the art to caller 312. For example, in one 
embodiment, controller 308 can be configured to divert caller 
312 from user 314 to ASP 316 immediately or after a certain 
number of rings. Controller 308 can also be configured at the 
direction of ASP316 to divert caller 312 from user314 to ASP 
316 at certain times and/or for certain callers, depending on 
the business information submitted by user 314. Alterna 
tively, user314 can control directly when calls are diverted to 
ASP 316 by, for example, manual call forwarding or transfer, 
or by arranging for conditional or unconditional call forward 
ing or diversion with user ASP 316 or the telephony service 
provider of user 314. 

Simultaneously or at a subsequent time, controller 308, 
acting on behalf of user 314, can place the call on hold and/or 
temporarily refrain from answering caller 312 (step 506). For 
example, user 314 and/or controller 308 can manually and/or 
electronically provide a response, place the call on hold, 
and/or otherwise refrain from answering the call from caller 
312, which can be diverted to ASP 316. As such, user 314, in 
conjunction with ASP 316 and/or user 314’s telephony ser 
Vice provider, can use one or more software and/or hardware 
protocols, systems and/or devices in order to facilitate steps 
504 and 506. 

For example, in one exemplary embodiment, user314 uses 
controller 308 software to facilitate steps 504 and 506. That 
is, controller 308 can be configured to temporarily store infor 
mation about caller 312 on one or more controller 308 data 
bases upon receiving the call at user 314. Controller 308 
databases may be configured similar to ASP 316 databases, 
described herein. Controller 308 can also be configured to 
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8 
provide a response to caller 312 and/or temporarily place 
caller 312 on hold. Alternatively and/or in addition, ASP 316 
can receive the information regarding caller 312 from the 
signal accompanying the call. Such as, for example, the setup 
message, the initial address message, or another signal that 
accompanies the call. 

Simultaneously, or shortly thereafter, controller 308 and/or 
user 314 can be configured to contact ASP 316 and transfer 
the temporarily stored information about caller 312 to ASP 
316 (step 508). Controller 308 and/or user314 can also trans 
mit the identification code associated with user 314 to ASP 
316, in order to facilitate recognition of user 314 by ASP 316 
(step 51 0). Alternatively and/or in addition, ASP 316 can 
receive the information code associated with user 314 from 
the signal accompanying the call. For example, when the 
information code is the same as the phone number from user 
314, the information code may be either the original called 
number (the number originally dialed by the caller) or the 
redirecting number (the number that triggered the redirection 
of the call to the ASP 316). Both the original called number 
and the redirecting number are included, for example, in the 
initial address message and/or setup message included with 
the signal accompanying the call. The signal accompanying 
the call may also include other information related to the call 
that can be used by ASP 316 to respond to the call, including, 
for example, the calling party number, the calling party name, 
the charged party identification, any collect call request, any 
global call reference, any location number, any redirect 
counter, any redirection information, any Subsequent number 
dialed, and/or any other information that can be included with 
the signal accompanying the call. 
ASP 316 can comprise one or more telephone operators. 

The telephone operators could be physically located in a 
central location or remotely distributed geographically. Each 
incoming call diverted or transferred to ASP 316 can be 
distributed to an individual operator pursuant to certain cri 
teria, such as, for example, language, location, or nationality 
of the caller, the operator who has not received a call for the 
longest period of time or the operator has received the least 
amount of calls in a given period. The ASP 316 can distribute 
the calls to the operators at the central location or can distrib 
ute the calls to the operators located remotely. The ASP 316 
can select the operators for potential employment by allowing 
operator applicants to record a voice sample, a resume, a list 
of available equipment, and/or other qualifications on the 
website of the ASP 316 and enabling the ASP 316 to review 
said qualifications. The operators can be paid for their ser 
vices on an hourly basis, a salaried basis, on the basis of the 
number of calls answered, or on the basis of the amount of 
time the operator is speaking to callers. The ASP316 can pay 
the operators at the end of each period of time in which the 
operators work or on a regularized basis, Such as biweekly, 
etc. The operators can input their working preferences. Such 
as the times in which they are available to work and the 
manner and frequency in which they would prefer to be paid, 
on the Internet website of the ASP 316 or in another manner. 
The flexibility provided to the operators of ASP 316 and the 
ease in which the operators can input their preferences could 
encourage operators to work for ASP 316. The ASP 316 can 
be configured to automatically contact operators in the event 
that additional operators are needed to handle call load. 
By transmitting information and/or a user 314 identifica 

tion code to ASP 316, controller 308 and/or user 314 can use 
any communication method described herein. Upon receiv 
ing the call and/or transmission from controller 308 and/or 
user 314, ASP 316 can use the information and/or identifica 
tion code to recognize user 314 from, for example, the origi 
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nal called number and/or the redirecting number, and can 
recognize other information associated with the call, includ 
ing the identity of the caller. ASP 316 can then use the iden 
tification code of user 314 to access the data packet of user 
314 stored on one or more ASP 316 databases (step 512). 
Simultaneously, prior to, and/or afterwards, controller 308 
and/or user 314 can transfer or divert the call from caller 312 
to ASP 316 (step 514). Upon transfer or diversion of the call 
from user 314 to ASP 316, ASP 316 can answer the call and 
use information from the data packet to respond to caller 312 
as if ASP 316 was user 314 (step 516). 

In particular, the information from the data packet can be 
displayed to ASP 316 on an electronic display, and ASP 316 
can use the business information provided by user 314 to 
answer the call. For example, ASP 316 can answer the call 
from caller 312 in the manner directed by user 314. The 
manner in which ASP 316 answers the call may include ASP 
316 greeting caller 312 by name based upon caller identity 
information included in the signal accompanying the call. 
ASP 316 can consult the lists of callers to determine whether 
caller 312 is a caller for which ASP 316 should always 
attempt to directly connect to user 314, never attempt to 
directly connect user 314, or attempt to directly connect user 
314 during regular business hours. ASP 316 can then follow 
the directions, if any, provided by user 314 with respect to 
caller 312. If caller 312 is not directly connected to user 314, 
then ASP 316 can provide caller 312 with any information 
user 314 has instructed should be provided to caller 312 or 
take down information in a message from caller 312 in the 
manner directed by user 314. ASP 316 can provide informa 
tion about the call to user 314, including the identity of caller 
312, any information provided to caller 312, and/or the mes 
sage from caller 312 in the manner by which user 314 indi 
cated it would like to be notified of messages. ASP 316 can 
then or subsequently bill user 314 for the call depending on 
the nature of the answering service provided and in the man 
ner in which user314 has indicated that it expects to be billed 
for the answering services. ASP316 may eitheranswer and/or 
respond to the calls utilizing a live operator or by utilizing a 
computerized system. 
ASM 500 could be configured to immediately divert or 

redirect the call from caller 312 to ASP316. In such a case, the 
controller 308 could be configured to identify information 
regarding the telephone number or identification code of the 
user314 or sub-user to which the call was originally directed. 
This information could include the original called number 
and/or the redirecting number, which may be provided in the 
signal accompany the redirected call from caller 312. ASP 
316 need only have one telephone number to which calls are 
diverted. All calls directed to all of the users 314 and sub 
users for ASP316 could be transferred, diverted, and/or redi 
rected to a single phone number for ASP 316. In such a 
system, ASP 316 could determine how to answer caller 312 
based on the identification code or telephone number of user 
314 or its sub-users and the business information provided by 
user 314 or its sub-users. ASP 316 could then answer caller 
312 on behalf of user 314 or its sub-users using that business 
information as described above. 

With reference again to the exemplary embodiment 
depicted in FIG. 3, controller 308 can be configured with one 
or more hardware and/or software protocols, systems, rou 
tines, and the like. For example, in one exemplary embodi 
ment, controller 308 comprises software that is installed and/ 
or communicates with the telephone device of user 314, 
which instructs the telephonic device of user 314 to divert an 
incoming call. In another exemplary embodiment, user 314 
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10 
can bypass controller 308 and manually determine whether to 
answer or divert incoming call 312 to ASP 316. 

In one exemplary embodiment in accordance with the 
present invention, controller 308 is associated with ASP 316 
to facilitate transfer and management of telephone commu 
nications and data. For example, controller 308 and ASP 316 
can be configured with a call answering processor, call trans 
ferring processor, and the like. For example, the number 
and/or identification code of user 314 can be associated with 
the answering processor and/or call transfer processor to 
facilitate transfer by controller 308 and call answer by ASP 
316. 
ASP 316 can be configured to respond and/or answer to an 

incoming call from caller 312. By responding and/or answer 
ing the call, ASP 316 can provide a Vocal response, a ring 
back response, place the call on hold, and/or answer or 
respond in a manner that is undetectable and/or detectable by 
caller 312 that the assigned operator of ASP 316 is a third 
party. In addition, controller 308 can be configured to asso 
ciate the identification code of user 314 with the call from 
caller 312 from associated information. Controller 308 can 
also be configured to transfer the identification code of user 
314, the associated information and/or business information 
of user 314 to ASP 316, and/or perform any other transfer 
and/or transmission process. 

Controller 308 can also be configured to be connected 
directly and/or through a network to ASP 316. For example, 
controller 308 can be connected to one or more answering 
components of ASP 316, one or more call switching compo 
nents of ASP 316 and/or one or more third party switching 
components. Controller 308 is configured to recognize the 
identification code of user314 and to facilitate the association 
of the number and/or identification code with the user 314 
data packet stored on one or more databases of ASP 316. 

In accordance with an exemplary, more advanced embodi 
ment of the present invention as illustrated in FIG. 6, control 
ler 308 can comprise a processor 610 that can be used to 
facilitate a call routing system 600. Call routing system 600 
can be configured with a processor 610 for assigning answer 
ing criteria for different sub-users 601, 603, 605 of user 314. 
For example, each sub-user 601, 603, 605 is assigned a dif 
ferent number and/or identification code 611, 613, 615. These 
numbers and/or identification codes 611, 613, 615 are asso 
ciated with one or more user314 data packets and or sub-user 
601, 603, 605 data packets stored on ASP 316. 

Processor 610 and/or ASP 316 can use different identifi 
cation codes 611, 613, 615 to facilitate call management and 
distribution. For example, when multiple incoming calls from 
callers 612, 622,632 are placed to sub-users 601, 603, 605 of 
user314, processor 610 and/or ASP316 can use identification 
codes 611, 613, 615 to prioritize the call answering by ASP 
316. For example, processor 610 and/or ASP 316 can be 
configured to route all incoming calls to sub-user 601 with 
identification code 611 to ASP 316 between the hours of 8 
a.m. and 12 p.m., and then to mobile device 650 from 12 p.m. 
to 5 p.m. While three sub-users 601, 603, 605, three callers 
612, 622,632 and three identification codes 611, 613, 615 are 
illustrated in exemplary FIG. 6, the present invention contem 
plates the use of any number of users, Sub-users, callers, 
numbers and/or identification codes. 

In order to facilitate call management in accordance with 
one exemplary embodiment of the present invention, the vari 
ous telecommunications devices of users 601, 603, 605 and/ 
or ASP 316 can be configured to facilitate call routing. For 
example, the various telecommunications devices can be con 
figured to use a routing program to route calls based on the 
sub-user 601, 603, 605 identification codes, as described 
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above. In addition, the telecommunications devices of Sub 
users 601, 603, 605 can be used to facilitate transfer of calls 
from callers 612, 622, 632 to ASP 316 using a routing pro 
gram and/or the identification codes of sub-users 601, 603, 
605. For example, in one exemplary embodiment in accor 
dance with the present invention, ASP 316 and/or the tele 
communications devices of sub-users 601, 603, 605 can 
receive identification code 611 and can correspond this code 
with sub-user 601, user 314 and/or caller 612. 

Accordingly, ASP316 only needs one telephone numberto 
which multiple users 314 or sub-users 601, 603, 605 can 
forward or divert their calls. ASP 316 can answer the for 
warded or diverted call on behalf of the user 314 or sub-user 
601, 603, 605 by detecting the telephone number called and 
from which the call was forwarded or diverted and accessing 
the business information associated with that telephone num 
ber in order to provide answering services on behalf of the 
user 314 or sub-user 601, 603, 605 as described above. For 
example, in one exemplary embodiment in accordance with 
the present invention, during user 314 registration, ASP 316 
and/or user 314 may correlate one or more sub-users 601, 
603, 605 with the user 314 identification code. In another 
embodiment, ASP 316 and/or user 314 may correlate a dif 
ferent level of service with each sub-user 601, 603, 605. 

In yet another exemplary advanced embodiment in accor 
dance with the present invention, as more sub-users are added 
to the account of user 314, each Sub-user can undergo a 
registration procedure, similar to the one outlined in FIG. 4. 
For example, an exemplary sub-user registration method 700 
is illustrated in FIG. 7. During sub-user registration, sub-user 
601 contacts ASP 316 (step 701). Sub-user 601 may contact 
ASP 316 because sub-user 601 was not previously registered 
with ASP 316, because sub-user 601 may want to alter or 
change its previous registration information, and/or for any 
other reason relating to Sub-user registration. Upon and/or 
after contacting ASP 316, sub-user 601 can transmit a user 
314 identification code and/or sub-user 601 information to 
ASP 316 (step 703). The user 314 identification code can be 
used to recognize user 314 information (step 705) and/or to 
locate the data packet associated with user 314. 
Upon recognizing and/or locating user 314 information, 

ASP 316 can assign a new identification code to sub-user 601 
(step 707) and can correlate the new identification code with 
the user 314 data packet, the sub-user information and/or the 
user 314 identification code (step 709, step 711). Accord 
ingly, depending on the preference of user 314 and/or Sub 
user 601, the information of each sub-user 601 can be corre 
lated directly with the user 314 identification code and/or the 
user 314 data packet. 

The association of sub-user 601 information with the user 
314 data packet facilitates flexibility with respect to ASP 
answering services. For example, in an exemplary embodi 
ment of the present invention, ASP 316 can be configured to 
facilitate call-diversion, call-forwarding, and/or any other 
type of answering service for user 314 and/or sub-users 601, 
603, 605. That is, if a user and/or sub-users requests ASP 316 
answering services, one or more human or mechanical opera 
tors of ASP 316 can receive one or more identification codes 
ofuser314 and/or sub-users 601, 603, 605 whenever a call is 
placed to any of user 314 or sub-users 601, 603, 605. These 
identification codes, in turn, may be used by ASP 316 to 
instantaneously access one or more data packets associated 
with user 314 and/or sub-users 601, 603, 605. 
More specifically, and with reference again to FIG. 6, ASP 

316 can also be configured to recognize which user 314 
and/or sub-user 601, 603, 605 each caller 612, 622, 632 is 
attempting to reach by recognizing, for example, the original 
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called number or the redirecting number included with the 
signal associated with the call. That is, ASP 316 can use the 
user 314 identification code or sub-user identification codes 
611, 613, 615 associated with a call to accurately access the 
relevant data packet information of user 314 and/or sub-user 
601, 603, 605. For example, if caller 612 is attempting to call 
sub-user 601, the call contains identification code 611 that is 
associated with sub-user 601. This identification code 611 
can be forwarded to ASP 316, and ASP 316 can use identifi 
cation code 611 to access the sub-user 601 information stored 
in an ASP316 data packet. ASP316 can then use this sub-user 
601 information to respond to caller 612 in an informed 
manner, as if ASP 316 was sub-user 601 and provide answer 
ing services consistent with business information provided by 
either user 314 or sub-user 601. 

In particular, the information from the data packet associ 
ated with either user 314, sub-user 601, or both can be dis 
played to ASP 316 on an electronic display, and ASP 316 can 
use the business information contained within said data pack 
ets to answer the call. For example, ASP 316 can answer the 
call from caller 612 in the manner directed by user 314 and/or 
sub-user 601. The manner in which ASP316 answers the call 
may include ASP316 greeting caller 612 by name based upon 
caller identity information included in the signal accompany 
ing the call. ASP 316 can consult the lists of callers to deter 
mine whether caller 612 is a caller for which ASP 316 should 
always attempt to directly connect to user314 and/or sub-user 
601, never attempt to directly connect user 314 and/or sub 
user 601, or attempt to directly connect user 314 and/or sub 
user 601 during regular business hours. ASP 316 can then 
follow the directions, if any, provided by user 314 and/or 
sub-user 601 with respect to caller 612. If caller 612 is not 
directly connected to user 314 and/or sub-user 601, then ASP 
316 can provide caller 612 with any information user 314 
and/or sub-user 601 has instructed should be provided to 
caller 612 or take down information in a message from caller 
312 in the manner directed by user 314 and/or sub-user 601. 
ASP 316 can provide information about the call to user 314 
and/or sub-user 601, including the identity of caller 612, any 
information provided to caller 612, and/or the message from 
caller 612 in the manner by which user 314 and/or sub-user 
601 indicated they would like to be notified of messages. ASP 
316 can then or subsequently bill user 314 and/or sub-user 
601 for the call depending on the nature of the answering 
service provided and in the manner in which user 314 and/or 
sub-user 601 has indicated that it expects to be billed for the 
answering services. To the extent there are any conflicts 
between the business information provided by user 314 and 
its sub-user 601, ASP 316 can be directed to resolve the 
conflict and answer based on the business information pro 
vided by user 314 or sub-user 601 depending on the nature of 
the business information. Further, the business information 
displayed by ASP 316 may depend upon when the call is 
received, depending on the instructions of user 314 and/or 
sub-user 601. 

In yet another exemplary embodiment in accordance with 
the present invention, the ASP 316 can provide services as 
illustrated in FIG.8. One or more users 801 can register with 
ASP 316 and provide their business information to ASP 316 
either through a public switched telephone network (PSTN) 
802, the Internet 803, and/or any other network described 
hereinto a Call Center 804 or a Web Server 805, respectively. 
The business information of each user 801 can be stored in a 
Database 806, which can be backed up in an Archive 807. The 
business information of user 801 may include information 
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about the Services Requested 808, Billing Information 809, 
Payment Information 810, and/or any other information as 
described above. 
ASP 316 can be configured to facilitate user 801 in choos 

ing to Enable Service by Phone 814, Enable Service by Inter 
net 815 and/or to choose any other answering services that 
user 801 desires to be provided. User 801 information can 
then be stored in Database 806 and/or associated with ASP 
316. Database 806 can be configured in a manner similar to 
any other database described herein. When one or more call 
ers 820 place a call that is forwarded or redirected by the 
Calling Network 821 to the ASP 316, ASP 316 may first 
present caller 820 with an Initial Greeting 822. ASP 316 may 
then determine the original called number, the redirecting 
number, and/or any other identification number associated 
with one of the users 801. Based on that information, as well 
as the identity of caller 820, the Quality of Service 824 and/or 
the Language of the Caller 820, ASP 316 may then route the 
call using Call Router 819 to an Operator 817 (O1, O2, O3, 
Ox) and/or a Remote Operator 818 (OR1, OR2, OR3, ORX). 
ASP 316 can be configured to use criteria stored in database 
806, or the Database of Operators 816 when routing calls in a 
manner as described above. Operator 817 and/or Remote 
Operator 818 may then answer the call using the business 
information of User 801, which can be shown to Operators 
817, 818 in the Display of User Information 823. 
The present invention has been described above with ref 

erence to various exemplary embodiments. However, those 
skilled in the art will recognize that changes in modifications 
can be made to the exemplary embodiments without depart 
ing from the scope of the present invention. As used herein, 
the terms “comprises.” “comprising,” and/or any other varia 
tion thereof, are intended to cover a non-exclusive inclusion, 
Such that a process, method, article, and/or apparatus that 
comprises a list of elements does not include only those 
elements but can include other elements not expressly listed 
and/or inherent to such process, method, article, and/or appa 
ratus. Further, no element described herein is required for the 
practice of the invention unless expressly described as 
“essential” and/or "critical.” 
What is claimed is: 
1. A system for providing answering services, comprising: 
a controller inside a public network comprising circuit 

switched networks and/or packet switched networks, 
wherein the controller provides call information for an 
incoming call directed to a user, said call information 
included in a signal accompanying the incoming call, 
said signal including an original called number and a 
redirecting number associated with said user; 

an answering services provider that receives call informa 
tion from the controller, the answering services provider 
including a telephone operator, 

an answering services provider database, wherein said 
answering services provider database associates and 
stores information of said user, said stored user informa 
tion comprising the manner in which incoming calls to 
said user should be answered by said telephone operator; 

wherein said controller forwards said incoming call and 
said call information to said answering services pro 
vider, said forwarded call information including said 
original called number, said redirecting number, and 
further including redirection information relating to the 
forwarding of the incoming call; 

wherein the call information in the signal is detected by the 
answering services provider based upon the original 
called number and/or the redirecting number and with 
out the need to provide, in advance of the incoming call, 
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a unique telephone number or identification code to the 
user distinct from the original called number and the 
redirecting number; and 

wherein said answering services provider uses said call 
information to access said stored user information and 
instruct said telephone operator to answer the incoming 
call in a manner directed by said stored user information. 

2. The system of claim 1, wherein said answering services 
provider receives said stored user information via an Internet 
website and/or application Software upon registration of said 
user with said answering services provider. 

3. The system of claim 1, wherein said stored user infor 
mation includes the manner in which said user wishes to be 
notified about a message left by a caller. 

4. The system of claim 1, wherein said stored user infor 
mation includes the manner in which said user would like 
calls directed to said user answered. 

5. The system of claim 4, wherein said manner depends on 
the particular time at which said call is received. 

6. The system of claim 1, wherein said stored user infor 
mation includes a list of callers from which said answering 
services provider attempts to connect said user. 

7. The system of claim 6, wherein whether or not said 
attempt is made by the answering services provider depends 
on the time at which said call is received. 

8. The system of claim 1, wherein said stored user infor 
mation is displayed on an electronic display used by said 
telephone operator. 

9. The system of claim 8, wherein the stored user informa 
tion displayed depends on at least one of the time at which 
said call is received and identity of the caller. 

10. The system of claim 1, wherein said call is a video 
telephone call. 

11. The system of claim 1, wherein the signal is an initial 
address message, a setup message, or an invite message. 

12. The system of claim 1, wherein the network is a tele 
phone network and/or an Internet network. 

13. The system of claim 1, wherein the circuit switched 
network is selected from one or more of PSTN, ISDN, GSM, 
and UMTS networks. 

14. The system of claim 1, wherein the circuit switched 
network utilizes one or more of an SS7 communication pro 
tocol and a DSS1 communication protocol. 

15. The system of claim 1, wherein the packet switched 
network utilizes one or more of an SIP communication pro 
tocol, an H323 communication protocol, a SCCP communi 
cation protocol, a MEGACO communication protocol, an 
MGP communication protocol, and a IAX communication 
protocol. 

16. A method of providing answering services, comprising 
the steps of: 

associating and storing information of a user at a database 
associated with an answering services provider; 

receiving, at a controller inside a public network compris 
ing circuit Switched networks and/or packet Switched 
networks, an incoming call directed to said user, wherein 
said controller receives call information for said incom 
ing call, wherein said call information is included in a 
signal accompanying the incoming call, said signal 
including an original called number and a redirecting 
number associated with said user; 

forwarding said incoming call and said call information 
from said controller to said answering services provider, 
wherein said answering services provider receives said 
call information, said forwarded call information 
including said original called number, said redirecting 
number, and further including redirection information 



US 8,718,257 B2 
15 

relating to the diversion of the incoming call, wherein 
the call information in the signal is detected by the 
answering services provider based upon the original 
called number and/or the redirecting number and with 
out the need to provide, in advance of the incoming call, 
a unique telephone number or identification code to the 
user distinct from the original called number and the 
redirecting number; and 

using said call information to access in said database said 
stored user information, said stored user information 
including instructions for a telephone operator to answer 
said incoming call on behalf of the user in a manner 
directed by the user. 

17. The method of claim 16, further comprising the step of 
receiving said stored user information at said answering Ser 
vices provider via an Internet website and/or application soft 
Wa. 

18. The method of claim 16, further comprising the step of 
using said stored user information to notify said user about a 
message left by a caller. 

19. The method of claim 16, wherein said step of associ 
ating and storing information of said user further comprises 
displaying said information on an electronic display of said 
telephone operator. 

20. The method of claim 16, wherein the signal is an initial 
address message, a setup message, or an invite message. 

21. The method of claim 16, wherein the network is a 
Telephone network and/or an Internet network. 

22. The method of claim 16, wherein the packet switched 
network is selected from one or more of VOIP, IP, WIMAX, 
and GPRS networks. 

23. The method of claim 16, wherein the circuit switched 
network utilizes one or more of an SS7 communication pro 
tocol and a DSS1 communication protocol. 

24. The method of claim 16, wherein the packet switched 
network utilizes one or more of an SIP communication pro 
tocol, an H323 communication protocol, a SCCP communi 
cation protocol, a MEGACO communication protocol, an 
MGP communication protocol, and a IAX communication 
protocol. 

25. A computer-implemented method to facilitate provid 
ing answering services, comprising the steps of: 

(a) associating and storing, at an answering services pro 
vider database, information of a user; 
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(b) receiving, at a controller inside a public network com 

prising circuit Switched networks and/or packet 
Switched networks, an incoming call directed to said 
user, wherein said controller receives call information 
for said incoming call, wherein said call information is 
included in a signal accompanying the incoming call, 
said signal including said original called number and a 
redirecting number associated with said user; 

(c) forwarding said incoming call and said call information 
from said controller to an answering services provider 
that receives call information from the controller, the 
answering services provider including a telephone 
operator, said forwarded call information including said 
original called number, said redirecting number, and 
further including redirection information relating to the 
diversion of the incoming call, wherein the call informa 
tion in the signal is detected by the answering services 
provider based upon the original called number and/or 
the redirecting number and without the need to provide, 
in advance of the incoming call, a unique telephone 
number or identification code to the user distinct from 
the original called number and the redirecting number; 
and 

(d) using said call information to access in said database 
said stored user information and instruct said telephone 
operator to answer the incoming call on behalf of the 
user in a manner directed by said stored user informa 
tion. 

26. The method of claim 25, wherein the signal is an initial 
address message, a setup message, or an invite message. 

27. The method of claim 25, wherein the network is a 
telephone network and/or an Internet network. 

28. The method of claim 25, wherein the circuit switched 
network utilizes one or more of an SS7 communication pro 
tocol and a DSS1 communication protocol. 

29. The method of claim 25, wherein the packet switched 
network utilizes one or more of an SIP communication pro 
tocol, an H323 communication protocol, a SCCP communi 
cation protocol, a MEGACO communication protocol, an 
MGP communication protocol, and a IAX communication 
protocol. 


